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ABSTRAK 
 
MUTIARA BALQISH RAMADHINA. Pengaruh Citra Merek, Kualitas 
Pelayanan, Persepsi Harga, Kepuasan Pelanggan terhadap Loyalitas Pelanggan 
(Survei Pada Pengunjung Hotel Berbintang Tiga di Jakarta). Fakultas Ekonomi, 
Universitas Negeri Jakarta 2016. 
 
Tujuan penelitian ini adalah untuk: (1) menguji secara empiris pengaruh citra 
merek terhadap  loyalitas pelanggan hotel berbintang tiga di Jakarta, (2) menguji 
secara empiris pengaruh kualitas pelayanan terhadap loyalitas pelanggan hotel 
berbintang tiga di Jakarta, (3) menguji secara empiris pengaruh persepsi harga 
terhadap loyalitas pelanggan hotel berbintang tiga di Jakarta, (4) menguji secara 
empiris pengaruh kepuasan pelanggan terhadap loyalitas pelanggan hotel 
berbintang tiga di Jakarta. Metode pengumpulan data menggunakan metode 
survei. Objek penelitian ini ialah 200 responden yang sudah tiga kali mengunjungi 
hotel berbintang tiga di Jakrata selama kurun waktu satu tahun kebelakang. Pilot 
studi dilakukan kepada 50 orang responden. Analisis data menggunakan SPPS 
versi 22 dan SEM (Structural Equation Modeling) AMOS versi 22. Hasil 
pengujian hipotesis menunjukkan: (1) citra merek berpengaruh positif dan 
signifikan terhadap loyalitas pelanggan, (2) kualitas pelayanan tidak memiliki 
pengaruh yang signifikan terhadap loyalitas pelanggan, (3) persepsi harga tidak 
memiliki pengaruh yang signifikan terhadap loyalitas pelanggan, (4) kepuasan 
pelanggan berpengaruh positif dan signifikan terhadap loyalitas pelanggan. Nilai 
fit model dengan P sebesar 0.340, nilai CMIN/DF sebesar 1.072, nilai TLI sebesar 
0.994 CFI sebesar 0.995 dan nilai RMSEA sebesar 0.019. Hasil penelitian ini 
bermanfaat bagi perusahaan hotel berbintang tiga di Jakarta, untuk membuat 
strategi yang lebih baik dalam meningkatkan loyalitas pelanggan pada pengunjung 
hotel berbintang tiga di Jakarta. 
 
Kata kunci: citra merek, kualitas pelayanan, persepsi harga, kepuasan pelanggan, 
loyalitas pelanggan 
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ABSTRACT 
 
MUTIARA BALQISH RAMADHINA. The Impact of Brand Image, Service 
Quality, Price Perception, and Customer Satisfaction to Customer Loyalty (Survey 
on Visitors of Three Star Hotel in Jakarta). Faculty of Economics, Universitas 
Negeri Jakarta in 2016. 
 
The purpose of this research are to: (1) examine empirically the effect of brand 
image to customer loyalty on three-star hotel in Jakarta, (2) examine empirically 
the impact of service quality to customer loyalty on three-star hotel in Jakarta, (3) 
examine empirically the impact of the price perception to customer loyalty on 
three-star hotel in Jakarta, (4) examine empirically the effect of customer 
satisfaction to customer loyalty on three-star hotels in Jakarta.This research used 
survey methods for collecting data. The object of this research is 200 respondents 
who had visited three-star hotel in Jakarta thrice for a period of one year 
backward. Pilot research were conducted to 50 respondents. This research used 
SPSS software version 22 and SEM (Structural Equation Modeling) AMOS 
version 22 for data analysis. Hypothesis testing showed that: (1) the brand image 
has a positive effect and significance on customer loyalty, (2) the service quality 
has not significance effect on customer loyalty, (3) the price perception has not 
significance effect on customer loyalty, (4) the customer satisfaction has a 
positive effect and significance on customer loyalty. This research showed fit 
model value with a P value of 0.340, the value CMIN/DF of 1.072, TLI value for 
0.994 and CFI value for 0.995, also RMSEA value of 0.019. The results of this 
research beneficial to three-star hotel companies in Jakarta, to create better 
strategies in enhancing customer loyalty to the visitors of three star hotels in 
Jakarta. 
 
Keywords: brand image, service quality, price perception, customer satisfaction, 
customer loyalty 
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